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The major work of service industry is to fulfill the customers’ requirement and 
make them happy. The airline industry is the most special one because it need to 
contact with the passengers a lot and face high fluctuant requirement. With the vast 
investment in the airline capacity and pervasion of private capital, the competition 
among airways has evolved into the competition of service. To win an advantage 
over others, not only the service quality, but also the design of service capacity needs 
to be paid attention. The shortage of capacity would bring in the loss of customers, 
while the surplus of capacity would increase the cost and impair the utilization of 
human resource. Therefore, the service capacity needs to match with the service 
requirement. 
This paper analyzes the CKL condition in the passenger service department of 
Xiamen Airlines. By aiming at the problems of personal inadequacy, long shift time, 
inferior degree of passenger satisfaction, this analysis believed that it is the unsound 
design of the service capacity that leads to the above problems. Therefore, a linear 
programming model is proposed to solve the problems by redesigning and 
optimizing the service capacity based on the analysis of the related factors. Therefore, 
according to the simulation results of the proposed model, the plan of work shift has 
been revised which offers effective adjustment when facing fluctuant passenger 
requirement. Furthermore, sensitive analysis is done to mine the dependency effect 
of each factor to better reply any risk. 
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1949 年 11 月 2 日，中国民用航空局成立，揭开了我国民航事业发展的新













别以 17.5％、15.9％和 14.9％的平均速度增长，2008 年达到 376.8 亿吨公里、
1.93 亿人次和 407.6 万吨。2008 年民航企业主营业务收入和运输收入分别达到
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